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(I'ssued and Effective June 15, 2001)

BY THE COWM SSI ON:
| NTRODUCTI ON

We instituted this proceeding to investigate ways to
i nprove the service quality performance of Verizon for Speci al
Services.! Special Services are non-basic services, nost of
whi ch are non-switched, that require engineering design review
before being installed. Special Services include alarm video,
forei gn exchange and ot her services, but nostly high speed data
circuits of 1.5 nmegabits and higher transm ssion rates. These
services are known as "special access" when provided pursuant to
federal tariffs.? Verizon New York Inc. (Verizon) files reports

1 Cases 00-C- 2051 et al., Special Services Performance, O der
Instituting Proceeding (issued Novenber 24, 2000).

2 Special access services are provided pursuant to federal
tariff if the custonmer advises that nore than 10% of the
traffic will be interstate.
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on both special and special access services pursuant to our
Speci al Service Guidelines and its performance regul atory plan.?®
Demand for such circuits has increased dramatically in recent
years, placing unprecedented strain on Verizon's ability to
serve and neet expected performance | evels. Performance
deficiencies have characterized Verizon's service over the past
four years despite efforts of Verizon, prior Conm ssion
directives and nonitoring by our Staff.

On Novenber 24, 2000 we initiated this proceedi ng and
directed Verizon to submt plans to inprove service quality, and
to denonstrate nondi scrimnatory treatnment of Verizon's
custoners, affiliates and other carriers. Further, we sought
coment on Verizon's proposed rebate tariff for m ssed
commtnments, and the need for revised or additional standards
and netrics to nonitor Special Services, incentives tied to
performance targets, changes in Verizon's ordering practices to
permt a single ordering interface, and the sharing by
conpetitors of forecast information with Verizon to allowit to
nmeet demand in a nore tinely fashion. Finally, we directed
Staff and Verizon to work together to ensure that network
capacity remai ns adequate to neet expected denmand.

PROCEDURAL HI STORY
In accord with the Conm ssion’s order, Adm nistrative
Law Judge Jaclyn A Brilling convened technical conferences, in
part on-the-record, to review and discuss all filings and assi st

3 Case 92-C 0665, Opinion No. 95-13 (issued August 16, 1995),
p. 51.
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the parties with these issues.* Conferences were held on
Decenber 21, 2000 and February 6-8 and 28, 2001. 1In addition to
t hese technical conferences at which Verizon, Staff and others
made presentations to educate the parties, Staff and Verizon net
to di scuss forecasting nethods and network capacity nonitoring.
Pursuant to the Order, Verizon filed a rebate tariff on

Decenber 4, 2000, and a perfornmance inprovenent plan on

Decenber 15. Oher parties commented on Verizon's filing on
January 15, and Verizon responded at that tinme to comments nmade
at the Decenber 21 technical conference. Comments on the rebate
tariff were filed on Decenber 26, 2000.

Al t hough consensus was achi eved on sone issues,
parties did not agree on certain fundanental issues, and the
proceedi ng was converted froma consensus to a consultative
process, to allow parties a full opportunity to present their
positions, with evidentiary support, for our consideration.
Accordingly, parties submtted witten statenments of position
concerning the guidelines on March 15, 2001. On March 23 and
March 30, parties submtted initial and reply statenents,
respectively, on the need for incentives to insure Verizon's
performance at established targets.®

Active participants besides Staff and Verizon include the
followng: the Ofice of the Attorney General (QAG,

| ndependent Wreless One Corporation (IWD), Allegiance

Tel ecom of New York, Inc. (Allegiance), e.spire

Comruni cations, Inc. (e.spire), Focal Conmunications
Corporation of New York (Focal), Tinme Warner Tel ecom NY
L.P.,(Time Warner), WrldCom Inc. (WrldCom, the

Communi cations Workers of Anerica (CWA), the New York State
Tel ecommuni cati ons Association, Inc. (NYSTA), and AT&T
Communi cations of New York, Inc., TC Systens, Inc., and ACC
Corporation (collectively, AT&T).

> WorldCom Verizon, Focal, Allegiance and Tinme Warner, also
submtted unsolicited letters concerning the extent of
conpetition in the New York market for Special Services.
Unsolicited comments on jurisdictional issues were submtted
by AT&T, |IWO and Verizon

- 3-
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No party requested fornmal evidentiary proceedings;® no
such proceedi ngs were necessary in light of the parties
subm ssions. The uncontested data filed by parties, and
Verizon's own subm ssions constitute a record sufficient to
support our findings.

BACKGROUND

Verizon's provision of Special Services, previously of
excellent quality, began to deteriorate during 1995, and
continued to decline in 1996. As a result, Verizon was
directed, by an Order dated August 30, 1996, to submt a plan
within 30 days to restore service quality for Special Services
to previous, acceptable levels within six nonths, and to sustain
that | evel of performance thereafter. One full year after that
Order, service results were m xed, at best. Consequently, on
August 29, 1997, Verizon was again directed to inprove the
service quality of Special Services to acceptable levels, and to
mai ntai n or inprove upon those |evels thereafter. W cautioned
that failure to conply could lead to the institution of a
penal ty action under Section 25 of the Public Service Law.
On July 15, 1998, we were informed that Verizon had finally
inproved its performance results. At the tinme, the conpany had
achi eved accept abl e performance on nost netrics, and was show ng
significant inprovenent on the remainder. Unfortunately, this
i nprovenent was not sustai ned.

Staff nmet with conpany representatives to better
understand the problens affecting Special Services. During
t hese di scussions, Verizon enunerated process steps it had taken
to inprove service quality and pointed to forecast shortfalls
that resulted in a failure to address increased demand. At
t hese di scussions, the conmpany projected inproved results by
Cct ober 1999; however, it did not realize these inprovenents.
I n February 2000, the conpany offered further service
i nprovenent conmm tnents; however, Staff considered these

® Many carriers asked for technical conferences to explore

appropriate incentives.

-4-
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i nadequate, as the provisioning of Special Services continued to
be unacceptabl e despite informal discussion with the conpany,
Staff efforts to revise targets, and the conpany's efforts to

i nprove practices and provision additional facilities.

CURRENT STATUS OF SPECI AL SERVI CES

Service Quality and
Nondi scri m natory Perfornance

Service quality data’ through March 2001 indicate that
Verizon continues to fall below our targets for provisioning.?
Verizon’s two exchange access (whol esal e) bureaus are averagi ng
74% appoi ntments nmet during the first quarter 2001, and del ays
on m ssed appoi ntnments are over 14 days in the sane period. The
conpany’s 14 intralLATA (retail) bureaus are averagi ng 94%
appoi ntnents net during the sanme period, but delays on m ssed
appoi ntnents are al so averagi ng over 14 days. W find that
t hese del ays indicate Verizon's provision of Special Services is
bel ow the threshol d of acceptable quality.

The data al so suggest that Verizon treats other
carriers less favorably than its retail custoners. On average,
it neets only 74% of its appointnments on carrier service
requests, but neets 94%of its retail customer appointnents.?®
Verizon's explanation for this disparity is that it attenpts to
renegoti ate appoi ntnents when necessary, and is nore successful
i n changi ng appointnments with retail custoners. Verizon asserts
it does not count renegotiated appointnments as m ssed

The CWA rai ses concerns about inaccurate reporting of service
quality data. W addressed these concerns recently in the
nmonitoring of Verizon's conpliance with the terns of its
Performance Regul atory Plan, and found Verizon's reporting
procedures and controls generally adequate. Case

No. 01-C- 0040, CWA Allegations of Improper Practices, O der
Adopting Report (issued May 17, 2001).

Mai nt enance service, however, continues to neet the
est abl i shed objecti ves.

This is based on an average of the three nonths ending
March 2001

-5-
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appointnments and thus its retail performance appears better than
its carrier performance. Verizon denies discrimnation, but
provides no data to explain the 20% difference in performance or
to refute the prima facie indicia of discrimnation. The
Novenber 24, 2000, Order required Verizon to substantiate
nondi scrimnatory treatnment of its affiliates in conparison to
other carriers. Substantiation was to be filed in a fashion
simlar to nonthly service reports nmade for carrier-to-carrier
performance in Case 97-C-0139. Verizon's conpliance filings,
however, did not refute the presunption of discrimnation
indicated by this difference in provisioning perfornmance.
Accordingly, we find that Verizon has failed to refute
this prinma facie evidence indicating it provides speci al
whol esal e services in a discrimnatory manner.

Verizon’s Market Dom nance

Verizon asserts it is a nondom nant provider of
Speci al Services and that the existence of conpetitive
alternatives | essens the need for regulation. Verizon offered
evidence of its market position including data on the nunber of
conpetitors, their switches, and fiber network devel opnent as
wel | as overall conparative market penetration data.®

Verizon clains that its percentage of total in-service
hi gh speed data circuits is less than the sumof its
conpetitors’ circuits in Southern/Mdtown Manhattan. In
support, Verizon submtted statew de data conpiled by its
consul tant, Quality Strategies.™ Verizon showed that in March
1999 it enjoyed a 76% share of the retail Special Services High

1 pata filed by Verizon on Cctober 3, 2000 in response to a
Staff request, and Verizon presentation on February 6, 2001
during the technical conferences (subsequently filed with the
Secretary on February 16, 2001).

1 worl dCom asserts the FCC determined that Quality Strategies,
Inc. presented flawed findings and unsubstantiated results in
simlar reports filed on behalf of Verizon and ot her
i ncunbent carriers. However, the Quality Strategies. Inc.
data offered here are construed agai nst Verizon.

-6-
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Speed Data Circuit Mrket outside of New York City, 51%in
greater Metro, and 43%in the nost contested area,
Sout hern/ M dt own Manhatt an.

To better reflect the circuits Verizon actually
provides in the marketplace, it is necessary to conbine
Verizon’s retail circuits with circuits it resells to other
carriers. Verizon's conbi ned market share data denonstrate its
conti nued dom nance in all geographic areas.

In March 1999, Verizon served 88% of the market for
all Special Services, high speed data circuits, and speci al
access outside New York Cty. In Geater Metro, 67% of the
Mar ket was served by Verizon, and in Southern/M dtown Manhatt an,
51% On March 22, 2001, Verizon also provided a nore conplete
picture of its fiber optic network in conparison to conpeting
carriers. |Its data denonstrate that Verizon dwarfs its
conpetitors. In the 132 LATA, for exanple, Verizon has 8, 311
mles of fiber conpared to a few hundred for nobst conpeting
carriers; Verizon has 7,364 buildings on a fiber network
conpared to |l ess than 1,000 for nobst conpeting carriers.

I n Sout hern and M dtown Manhattan, where it is relatively easy
for conpetitors to bring their own local loop facilities to

| arge buil dings, conpetition is concentrated. In other areas of
New York City and throughout the rest of the state it becones
increasingly difficult for conpetitors to serve end users

t hrough the use of their own facilities because custoners are
nore di spersed. As Verizon acknow edged, cost considerations
force conpetitors to rely on Verizon s ubiquitous |ocal |oop
facilities to reach nost end users.

Verizon supplied other data on the nunber of buildings
served by conpetitors in New York City, which show a maxi num of
900 buil di ngs served by individual conpetitors' fiber
facilities. However, according to the New York Gty Departnent
of City Planning, there are 775,000 buildings in the entire
city, over 220,000 of which are m xed use, conmerci al,

12 \erizon's Initial Comments, p. 12.
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industrial, or public institutions.® Verizon, the incunbent
hi stori cal nonopoly provider, has fiber or copper facilities
present in virtually all of these buil dings.

There is other evidence of Verizon's dom nance. W
continue to receive consuner conplaints concerning installation
del ays for high speed data circuits where Verizon is acting
either as a retailer or as a whol esaler to another carrier
wi shing to serve end users.'* Conpetitors rely on Verizon's
network. They express a need for intraLATA interoffice
facilities as well as local |oops, and are willing to routinely
share forecast data with Verizon in order to be sure that
facilities are available in a tinely manner. |In addition, under
FCC pricing flexibility rules, Verizon nmust denonstrate the
| evel of conpetition according to specific pre-defined neasures
for special access services in order to gain flexibility. There
are separate tests for interoffice and local |oop. Wile
Verizon has been granted interoffice flexibility in sonme New
York areas, it has neither petitioned the FCC for |ocal |oop
flexibility anywhere in New York, nor denonstrated it would neet
the necessary criteria.® In addition, Data Verizon supplied
showing its FCC (interstate) and New York (intrastate) tariffs

13 Land Use Facts, Departnent of City Planning,
wwwv. nyc. gov/ htm /dcp/ htm /| ufacts. htm .
14 See, for exanple, Case 00-C 1390, Verified Conplaint of Focal
Communi cat i ons Cor poration of New York Agai nst New York
Tel ephone Conpany d/b/a Bell Atlantic-New York, dated
Septenber 5, 2000; Letters (dated February 22, 2001), from
Adel phi a Busi ness Sol utions, Tilcon New York Inc. (dated
January 23, 2001); New York City Health and Hospitals
Corporation (dated January 2, 2001); and WI ber National Bank
dat ed Decenber 28, 2000. (AT&T and Worl dCom have i ndi cat ed
simlar problens).

> W note that Verizon recently filed with the FCC for
perm ssion to renove dedi cated transport and high capacity
loops fromits |list of unbundled network el enment pricing. |In
the Matter of the Local Conpetition Provisions of the
Tel ecommuni cations Act of 1996, Joint Petition of Bellsouth
SBC and Verizon for Elimnation of Mandatory Unbundling of
H gh- Capacity Loops and Dedi cated Transport, CC Docket
No. 96-98.
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denonstrates, prices, especially for intrastate services,
significantly exceed TELRI C cost, a result inconsistent with
expectations for a conpetitive market.

Finally, Verizon asserts conpetition is healthy
because conpetitors’ fiber optic facilities pass a high
percentage of netropolitan businesses: 89%in New York, 69%in
Syracuse, 48%in Buffalo and 20% i n Al bany. WbrldCom notes that
Veri zon has not defined "buildings passed", or whether these
conpetitors’ facilities provide Special Services. Wile
conpetitor fiber cables may actually pass these buil dings, the
data do not reflect how often fiber actually enters these
buildings. Gaining facility access to a building, especially an
established building in which Verizon is already present, can be
difficult. Spare cable conduits are often not avail able, and
bui l di ng owners may be unwilling to pay the cost of placing
addi tional conduits. Therefore, this data appear of limted use
in estimating the percentage of establishnments where end users
actual ly have conpetitive alternatives avail abl e.

Verizon’s data, as well as the advantages attendant
upon its historical incunbent position, indicate it continues to
occupy the dom nant position in the Special Services market, and
by its domnance is a controlling factor in the market. Because
conpetitors rely on Verizon's facilities, particularly its |ocal
| oops, Verizon represents a bottleneck to the devel opnent of a
heal t hy, conpetitive market for Special Services. 1In this
situation, regulation is needed to assure the devel opnent of
conpetitive choices, and good service quality when choices are
not avail abl e.

Accordingly, we find that a conpetitive
facilities-based narket for Special Services has yet to energe
and that Verizon continues to dom nate the market overall.

Summary of Fi ndi ngs
Based on this record, we find, that Verizon remains
the dom nant provider of facilities for Special Services, that
Verizon's provisioning performance for Special Services is
significantly bel ow Comm ssion targets, and that the record
-0-
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suggests Verizon treats other carriers less favorably than its
own end users. Because Verizon's facilities are used by
carriers as they are entering the market, including the |ocal
market, on a facilities basis, Verizon's Special Services
offerings are crucial for the devel opnent of facilities-based
conpetition in the local market, and for the New York econony.

SERVI CE | MPROVEMENT MEASURES
We directed Verizon to file a service inprovenent plan
and a warranty tariff, and to work wwth Staff in identifying
capacity shortages. As discussed below, we find the plan has
not yet produced the necessary inprovenent, the warranty tariff
shoul d be expanded, and Verizon has not yet provided reports
needed to identify capacity problens.

Verizon’s Service | nprovenent
Pl an and Capacity Concerns

On Decenber 15, 2000, Verizon submtted, as directed,
its Special Services Performance |Inprovenent Plan. Verizon
contended that performance concerns center only on the
tinmeliness of provisioning new circuits, not maintenance service
performance. The parties generally agree with Verizon. Verizon
al so states that recent unprecedented and unpredictabl e demand
for new Special Services, both fromretail custoners and
carriers, is an endemc, nationw de problem Verizon indicates
that carriers with which it conpetes have fallen short in their
provi si oni ng performance as wel|.

Verizon's plan for inproving its provisioning
performance contains five aspects: increased capital spending;
depl oynent of new technol ogi es; revised capacity relief
strategies; increased provisioning workforce; and inproved
ordering processes for interexchange carriers. In 1997 and
1998, Verizon's capital expenditures for new interoffice
facilities, many of which are used to provide Special Services,
were $205 million and $260 mllion, respectively. In 1999, the
| evel of capital spending increased about 2.5 tines to $605
mllion, although the anmount initially budgeted for that year

-10-
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was only $430 million. In 2000, although the initial budget was
set at $560 mllion, the actual capital spending |evel increased
to $780 mllion, nearly 4 tinmes the anount spent just 3 years
earlier. In 2001, Verizon currently projects interoffice
capital spending will be $805 mllion, rmuch of it as a result of
proj ected Special Services demand. Verizon argues that these
figures denonstrate that it has been trying in earnest for the
past three years to neet Special Services demand, but that
exponentially increasing demand during that period has nmade the
task very difficult. Verizon believes that the capital spending
levels it has now reached are fully adequate to acconplish the

t ask.

In addition to significantly increasing its capital
spendi ng over the past 3 to 4 years, Verizon indicates that it
is aggressively utilizing the |latest technol ogi es avail abl e.
Advancenents in digital signal transm ssion and sw tching
technologies are simlar to those in conputer technol ogy.

Wil e prices decrease, capacities increase per unit purchased.
The technol ogi es being used include increasingly higher speed
SONET!® systenms, and DWM'’ el ectronics. DWW significantly

i ncreases the signal carrying capacity of installed
interoffice optic fiber facilities, and Verizon clains this
may be done at a |lower capital cost per circuit in conparison
to deploying new interoffice facilities.

Traditionally, Verizon planned capital additions to
insure nore capacity would be added to interoffice SONET

16 SONET stands for Synchronous Qptical Network. It is an
interoffice signal transport design approach that uses optic
fi ber cables and various |evels of high speed digital
signaling. SONET systemoptic fiber cables are configured in
rings that pass through nmultiple central office buildings.
They have the capability, in the event of a failure in any
interoffice segnent, to reroute the signals between offices
in the opposite direction around the ring, thus protecting
custoners from many servi ce outages.

7 DWM stands for Dense Wave Miltiplexing. DWJallows several
hi gh speed digital signals to be transmtted over an optic
fiber sinmultaneously in different spectrumranges, thereby
i ncreasing the capacity of the fiber by orders of magnitude.
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routes where existing capacity was projected to be 90%
utilized. Verizon clains this strategy worked well when
grow h was slower and nore predictable. In light of the
recent explosive growh in demand, and increased narket
volatility, however, Verizon now supplenents its interoffice
capacity when existing facilities are only 65%to 75% utilized
(dependi ng on the particular growh characteristics of
specific interoffice routes). Verizon will continue this

pl anni ng strat egy.

Over the past few years, Verizon increased the size of
its workforce involved in engineering, interfacing with
custoners, and installing new Special Service circuits, both
on the end-user (retail) and the carrier (whol esale) sides of
the business. In total, the count of enployees involved in
these activities has increased by 50% from 1300 to 1950.
Verizon points to this increase as denonstrating its
comm tnment to addressing provisioning problens.

Verizon has taken steps to inprove its installation
processes associated with interexchange carrier orders. These
i ncl ude: deploying two new "Build Request Control Centers,"”
whi ch endeavor to mnimze delays when facilities are
congested or exhausted; maintaining closer contacts with
custoners to reduce del ays caused by "custoner not ready”
situations; standardi zing the ordering process for high speed
access services; inproving the on-site managenent of its
Whol esale Carrier Centers; and, deploying a new Speci al
Services test system call ed REACT

In addition to the above, Verizon believes exchangi ng
forecasts with other carriers would inprove performnce.

These neasures appear substantial; however, in 1996
and 1997 Verizon provided i nprovenent plans for Special Services
in response to Comm ssion directives. The Staff continued to
address performance directly with Verizon over the |ast several
years and Verizon has repeatedly offered steps to inprove
provi si oni ng performance. Those steps have not resulted in
sust ai ned service quality inprovenents. During the technica
conference in Decenber, Verizon estimated that inprovenents
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shoul d occur after the first quarter of 2001.!® Results through
April 2001 are only slightly inproved over the first quarter
2001 results.

We directed Verizon to work with Staff to ensure
adequat e network capacity.® There is a concern, based on poor
Special Service installation results, that overall network
capacity may not be adequate to neet tel ephone denmand.

Because basic tel ephone and Special Services ride on
comon facilities an unpredicted spike in Special Service demand
coul d negatively inpact basic tel ephone service provisioning.
Verizon has yet to provide information relating to |ocal |oop
and interoffice capacity shortages. Accordingly, we direct
Verizon to provide nonthly reports of held orders for services
i ncl udi ng basic and special services, showing, as to each held
order, the type of service requested, its geographic |ocation
(exchange and custoner), the length of tinme the order has been
hel d, the reason it was held (lack of interoffice versus |ocal
loop facilities as well as other pertinent facts relating to the
servi ce requested and the delay), and the expected service date.
Such reporting should continue until service inproves to the
t hreshol ds defined in the revised guidelines.

The Warranty Tariff

We directed Verizon to file a warranty tariff that
woul d provide rebates to custoners whose appoi ntnents are m ssed
by Verizon. The intent of the warranty tariff is to provide
reconpense to those who receive poor service. |n response, on
Decenber 4, 2000, Verizon filed a tariff introducing a High
Capacity Service Provisioning Warranty Plan. The purpose of
this tariff is to waive installation charges and the first
month's recurring charges for selected Special Services should
Verizon fail to nmeet the "confirnmed due date" of the

810, 73.
9 Order Instituting Proceeding (issued Novermber 24, 2000).
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installation. The tariff becanme effective on a tenporary basis
and subject to refund, pending a Comm ssion deci sion.

The significant aspects of the tariff are:

= The confirmed due date is the date provided by Verizon to
the custonmer once the availability of facilities has been
secured;

= The warranty applies only to Superpath 1.5 Mp/s or
Superpath Optical 45 Mip/s Services, provided out of the
conpany's PSC No. 900 intrastate tariff; and

= Failure to neet the installation due date nust be
attributable solely to Verizon, and not because of any
end user action.

Veri zon al so proposes additional exceptions to the
application of a warranty. The warranty woul d not be given when
an end user requests an expedited appoi nt nent date; any other
communi cations carrier or transport provider is involved in the
installation; special construction is required; or, services are
derived froma nultiplexed?® Superpath 1.5 Mp/s service.

Worl dCom XO, e.spire, Focal, and Tine Warner contend
that the nonetary penalties are inconsequential and that the
tariff is discrimnatory because it benefits only Verizon's
retail custoners, and not custoners of other carriers.

The warranty was not envisioned to, and will not, by
itself provide sufficient incentive for Verizon to inprove its
overall Special Services performance. However, it may satisfy
custoners when Verizon msses installation appointnents. To
ensure nondi scrimnatory service, conpetitors ordering Speci al
Services should qualify for the sane wai ver of charges as
Verizon end use custoners. Therefore, Verizon is directed to
anend the tariff | anguage such that rebates apply to carriers
who place orders with Verizon for their own custoners, or
thenselves. In addition, Verizon is directed to nodify the

20 Multiplexing is a technique of combining two or nore signals

onto a common signal path, such as a copper cable pair or an
optical fiber, through use of electronic or opto-electronic
equi pnent .
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tariff to state that a rebate should be nmade whenever Verizon
not only msses a confirmed date, but al so proposes to change a
confirmed due date. It is not necessary to extend the warranty
plan to Verizon’s resale tariff (No. 915), as those whol esal e
services are already protected by the Performnce Assurance

Pl an. %

| ncentives

We sought comment on whether it was necessary to
provi de incentives for Verizon to inprove service. Coments and
replies on incentives were filed on March 23, 2001, and
March 30, 2001, respectively.

Parties, with the exception of Verizon, assert that
Verizon woul d have no reason to inprove its service, especially
to conpeting carriers, wthout incentives.? Mst support the
use of the Performance Assurance Plan for this purpose because
it is self-executing and the incentives are relatively |arge.
Sone parties call for a third party audit of performance,
i ncl udi ng root cause analysis, should Verizon fail to neet the
proposed targets. Qhers urge holding a technical conference to
explore incentive options. AT&T, in contrast, urges inmmediate
Comm ssion action to adopt an incentive nechanism

Veri zon responds that inposing incentives is
i nconsi stent with sound rul emaki ng and violative of Public
Service Law 825, which requires a finding by the Conm ssion that
autility knowmngly failed or neglected to obey a Conm ssi on
Order. Verizon clainms that the Warranty Plan will inprove
service quality but requires tine to do so. Further, it
bel i eves that addi ng Special Services to the Performance
Assurance Plan would inhibit its use for nonitoring service

2L The only other carrier offerings provided on an intrastate

basis are UNE and EEL. These are already subject to the

Perf ormance Assurance Plan. Thus, the special access service
of fering, taken under federal tariff, would be the only
carrier offering not subject to an incentive.

22 NYSTA did not comment on incentives.
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quality on truly whol esal e services (e.g., Unbundl ed Network
El enents, resale and interconnection) because Special Services
are retail services.?

The record denonstrates that Verizon provides inferior
service to conpetitive carriers in the provisioning of special
services. Based on the conplaints of the parties and Staff’s
analysis, it appears that carriers rely heavily on Verizon to
provi de speci al access, and that these services are used by
conpetitive carriers to offer local, as well as other
t el ecommuni cati ons services. Thus, a failure by Verizon to
adequately serve the needs of conpetitive carriers could
underm ne | ocal conpetition.

W find that additional data should be gathered before
we apply additional incentives to Verizon’'s perfornance.

Verizon will be given 120 days fromthe date of this Opinion and
Order to show, by filing with the Conmm ssion performance results
under the nodified Special Services Cuidelines, inproved overal
service quality as well as nondiscrimnatory perfornmance.
Incentives tied to retail Special Services performance, if
appropriate, nmay be considered in Case 00-C 1945, Proceedi ng on
Motion of the Comm ssion to Consider Cost recovery by Verizon
and to Investigate the Future Regul atory FranmeworKk.

Single Point of Ordering Interface

We sought comment on Verizon's ordering practices and
the need for a single ordering nethod (or electronic interface)
where conpetitors would be offered the best terns and conditions
of service for substantially simlar services.

Veri zon opposes creation of a single ordering
interface, claimng that custoners do not necessarily want the
sanme terns and conditions. It also indicates that many carriers
do not use the electronic interface currently available to them

23 \lerizon also asserts that the Public Service Conm ssion has

no jurisdiction to enforce regul ati ons over access services
ordered fromthe FCC tariff. Because we do not apply
incentives to federally tariffed access services, we do not
address this issue here.
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instead preferring to use non-electronic neans. Finally,
Verizon states that its systens for ordering retail and
whol esal e services are different, and clains a significant cost
to inplenent a single ordering interface for both retail and
whol esal e servi ces.

O her carriers expressed interest in a consistent
met hod for placing high capacity special access orders, but no
interest in best terns and conditions of service across retai
and wholesale tariffs. |In fact, carriers agree that Verizon
shoul d be free to have differing retail and wholesale tariff
condi tions which would allow for differentiation of services
provided to end users by all carriers, especially those that
resell Verizon services.

The parties agreed to use Verizon's Access Service
Request (ASR) form when ordering high capacity services.
Carriers will use Verizon’s electronic nmethods of placing an
ASR, if available for placing high capacity service requests.
During periods when el ectronic nethods are unavail able, carriers
may order by use of facsimle. Individual carriers will be
expected to phase in use of electronic nethods over a one year
period, or as negotiated between that carrier and Verizon.

This ordering method will substantially |essen
confusi on associated with placing orders as it provides a
consi stent ordering nethod for special access services but wll
permt flexibility between ordering parties. Sone interest was
expressed by Verizon and others to keep an open di al og per haps
t hrough Verizon’ s ongoi ng process control neetings associ ated
wWth carrier-to-carrier issues. Such dialog is encouraged as it
| eads to better understandi ng anong the carriers.

MODI FI CATI ON OF SPECI AL SERVI CES GUI DELI NES
The Special Services Cuidelines set forth standards
for service quality and describe how data is to be reported to
denonstrate conpliance with the targets. Based upon the record
and suggestions of the parties, we will continue to require
Verizon's nonthly reporting of nmetrics and standards as revised
her e.
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Reporting Levels

The current guidelines require Verizon to report
nmont hl y mai nt enance and installation service results at the
I nstal | ati on/ Mai nt enance Center (i.e., Special Service Bureau,
or bureau) |evel.

Veri zon believes reporting should be discontinued at
the bureau level, and that nonthly results should be reported,
if at all, for two levels: the New York Metropolitan LATA
(LATA 132) and the "Rest of New York State." Most parties
opined that limted reporting on such an aggregate |evel could
mask poor performance in areas that are currently being
nmoni tored and thus, Verizon should continue to report at the
bureau | evel 2 and al so report results for LATA 132 and the
Remai nder of the State.

In order to adequately nonitor retail end-user service
quality, nost parties require disaggregation of data for LATA
132 and Renmi nder of State, and for Verizon's retail end users,
ot her tel ephone carriers as a group (carrier aggregate data),
and Verizon's affiliates as a group. In addition, parties
recommend that performance provided to individual carriers
(carrier specific data) should be avail abl e upon request from
Verizon by a requesting carrier and/or Comnm ssion Staff on a
confidential basis. These reporting requirenents are simlar to
those in use for carrier-to-carrier nmetrics as established in
Case 97-C 0139.

Further, nost parties seek LATA 132 and Remai nder of
State nonthly performance results disaggregated for speci al
access services (those special services ordered from federal
tariffs) to show separate results for specific data speed
products such as DSO, DS1, DS3, OCX, and Qther.?® The parties

24 gStaff opposes bureau | evel reporting with respect to one

proposed netric, Percent On Tinme ASR Response. Staff’s
position on this nmetric i s adopted.

25 DSO, DS1, DS3 refer to a hierarchy of digital signal speeds
used to classify electronic transm ssion capacity on a
transport facility. Simlarly, OC3, OCl2, OCX refer to a
hi erarchy of optical signal speeds to classify optical
transm ssion capacity on a transport facility.
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beli eve that aggregation may mask poor service. Verizon
considers this unnecessary, and indicates that nmaintenance data
cannot be di saggregated because | ow speed data services often
are transported in the network on higher speed facilities.
Staff supports limted di saggregati on of ordering and
provi si oni ng, but not maintenance netrics. |t proposes two
groups of "DSO" and "DS1 and above" for reporting to prevent
maski ng poor installation performance for high capacity data
services with nore easily installed | ow capacity services.

We direct Verizon to report performance show ng
di saggregation of high capacity data services to "DS0" and "DS1
and Above" and to report by bureau (except for Percent On Tine
ASR Response), LATA 132, and Rest of State. Wthin these |ast
two categories, reports nust disaggregate the subgroups of
retail, carriers other than Verizon and its affiliates, Verizon
affiliates, and individual carriers. Performance data
associated wth LATA 132 and Rest of State will be provided in a
manner that allows the reconbination of any of the subgroups of
retail, Verizon affiliates, or carriers other than Verizon in
order that parity conparisons can easily be nmade. These
reporting requirenments will allow us to nonitor the quality of
service for Special Services at the bureau level and will also
support, if necessary, parity conparisons where reasonabl e
anal ogs are avail abl e, and absol ute standards el sewhere for
possi bl e future incentive application.

Performance Levels

The current guidelines specify two | evel s of
performance for each service quality netric: generally good
service is terned Objective Level while generally poor service
is termed Weakspot Level. To obtain nore specificity, a total
of four service quality performance ranges are derived from
these two levels: (bjective, Satisfactory, Mediocre and
Weakspot .

Most parties support replacing the four levels with a
single bright line, or "threshold" |evel of performance that
Verizon woul d be expected to neet or exceed. This is consistent
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with the recently adopted revisions to 16 NYCRR 603, Service
St andards Applicable to Tel ephone Corporations. Verizon
provi ded the only contrary opinion, arguing that the four
per formance ranges shoul d be maintai ned.

Threshold | evels are set for each nmetric. For
existing nmetrics, nost parties would set the threshold | evels

at, or better than, the current Objective Level. Staff would
set thresholds at the current Objective levels while Verizon
recommends the current Wakspot Level. Verizon believes that

the bright line should be set where negative consequences are
currently expected to occur.

The single threshold set at the current Qbjective
|l evels is adopted as it accords with the approach for end user
service standards. Verizon should strive for good performance
rather than nerely avoiding poor performance. |ndeed, setting
the threshold at the current Wakspot could allow Verizon's
performance to backslide on netrics where the conpany i s now
performng well. There is no persuasive evidence that the
current Objective levels are inappropriate.

Exi sting Metrics

The current guidelines contain five netrics; two
associated wth mai ntenance, and three associated with
installation. W wll not revise these netrics, except to
change the reporting basis fromlinks to circuits where
applicable, and require reports to show performance for LATA 132
and the rest of the state. The guidelines currently require
reporting for Installation Quality and Custoner Trouble Report
Rate on the basis of 100 links rather than circuits. A link is
a portion of a circuit and there are on average 1.7 |inks per
circuit according to Verizon. Al parties advocate reporting by
circuits rather than |inks.
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Percent Installations Conpleted On Tine (SS-PR-1)2°

Most parties propose that those orders not conpleted
on tine due to "Custonmer Not Ready"” (CNR) situations should
first be verified with the custoner before excluding themfrom
data reported in this nmetric. They urge, further, that only
custoner-initiated changes to due dates should be included to
prevent Verizon from nodifying any due dates for its own
reasons.

Veri zon proposes to continue including CNR situations
in both the nunerator and denom nator of this netric. Verizon
beli eves that excluding themeffectively raises the perfornance
standard by | owering the overall volunme of neasured orders.
Staff concurs, noting that in order to count an order as "CNR'
means that Verizon nust first attenpt to install service and be
bl ocked from doi ng so either because the customer’s prem ses
were closed, or the custoner failed to nake the necessary
provisions to conplete the order. Thus, Verizon should not
exclude data if an attenpt has been nade to install the service
and the carrier was prepared to net the agreed upon due date.
Thi s approach is consistent with NYCRR 603 and the Carrier-to-
Carrier Cuidelines.

The majority of the parties also allege unilateral,
unannounced due date changes by Verizon, but offer no support
for these clainms. Verizon suggests the need for flexibility,
and that custoners often place orders for Special Services well
i n advance of required due dates such that Verizon-initiated
changes are not harnful to custoners. |nasnmuch as the record
| acks evidence of any unil ateral due date changes, it appears
unnecessary to nodify the nmetric definition. So long as all due
dat e changes are made known in advance, then carriers should be
able to keep their custoners inforned.

26 The coding in parenthesis identifies the specific metric as

it appears in the guidelines.
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New Metrics

Verizon objects to the addition of any new netrics.
Q her parties proposed adding 15 new neasures, nost of them
di saggregated by product (an additional 79 netrics). Staff
proposes adding three new netrics. Below we discuss the new
metrics we adopt. A listing of those new netrics proposals we
do not adopt, and the parties' positions, is attached as

Appendi x |.

Percent On Tinme ASR Response (Staff) (SS-OR- 1)

Al'l parties except Verizon agree on the need to
establish a degree of certainty into the ordering process.
Carriers want responses to the orders they submt in a
consistent, tinely manner. Verizon objects, stating that this
metric would require it to accept all orders whether or not
facilities are available, that it cannot provide the required
responses in the proposed tine periods and that setting
unrealistic targets mght give it an incentive to reject orders
rather than mss the netric.

Most carriers suggest accurate Firm O der
Confirmations (FOC) for all orders, within 72 hours for
el ectroni ¢ subm ssions and 96 hours for faxed/ nailed orders,
regardl ess of whether the required facilities exist. Staff
woul d apply commtnents only to electronic orders and require
one of two responses within 72 hours: either a FOC where
facilities are available, or an estimated in-service date where
facilities are not avail able and m ght need to be constructed
followed by a FOC within three weeks. Staff does not support a
metric on faxed orders as the carriers have agreed to pl ace
orders electronically wthin six nonths.

While the carriers’ desire for a three-day response
time in all cases is understandable, it may not be possible.
Based on Verizon's descriptions of the work steps involved in
its ordering process, it cannot provide a firmin-service date
wthin three days if facilities do not exist. Staff’s proposal
allows for nore certainty in the in-service date, and is adopted
with a nodification. |In cases where facilities do not exist,
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Verizon will provide a firmin-service date within the shorter
of three weeks from provision of the estimted date, or (in
cases where facilities may quickly be made avail able) ten days
prior to the in-service date.

Most parties support disaggregated reporting by bureau
on this netric as well as by geography and product. Verizon
states that it has a single regional ordering center rendering
di saggregati on to bureau or geography (LATA 132, etc.)
meani ngl ess. Staff recommends reporting on New York State
results through the regional bureau as this approach is used in
Section 603 for basic service ordering. The Staff proposal is
reasonabl e, consistent with existing practice, and is adopt ed.

Finally, parties unaninously agree that an electronic
Access Service Request (ASR) is the desirable vehicle for
carriers to order Special Services and have agreed to nove
towards use of ASRs. As an incentive for parties to do so,
Verizon will not be required to report performance separately on
faxed or nmailed orders. Carriers who continue to fax or mai
orders may nonitor Verizon' s performance on their own.

Percent M ssed Appoi ntments Due
to Lack of Facilities (SS-PR-4)

Verizon notes that this nmeasure is a subset of
SS-PR-1, Percent Met Appointnents, that the conpany does not
measure today and could only begin to neasure at sonme cost for
no denonstrable benefit. Al other parties agree that sone
measure of appointnents m ssed due to facilities (either through
this netric or jeopardy coding on SS-PR-2 Average Del ay Days On
M ssed Installation Orders) would be valuable. No threshold is
proposed for this netric as it is neant as a diagnostic tool.

Verizon does report SS-PR-5-01, Percent M ssed
Appoi nt ment - Veri zon-Facilities, in Carrier-to-Carrier reports.
Reporting for services covered by the Special Service CGuidelines
shoul d not cause undue hardship. Gven that Verizon attributes
its past provisioning problens to its failure to anticipate an
unprecedented increase in demand for facilities, it is desirable
to nonitor and anal yze instances of facilities shortfalls.
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Reporting this neasure should serve to alert all parties to
requirenents for additional facilities. Verizon is directed to
report performance for this adopted netric.

Percent Jeopardi es (SS-PR-8)

This netric nmeasures the percentage of m ssed
appoi nt nents where advance notice (of a possible mss) was
provided to the custoner or carrier requesting service. Most
parties proposed a standard that requires notice as soon as
Verizon has know edge of an inpending mss for 100% of m ssed
commtted due dates. Sone parties would also require this
notice to be no later than five days prior to the conmtted due
date. Verizon clains it cannot neasure this netric and that
j eopardy codes are an internal control nechani smused at the
di scretion of the enpl oyee.

Jeopardy notices keep custoners informed of order
status. This netric is adopted as a diagnostic tool without a

threshol d performance level. It is desirable for custoners to
recei ve advanced notice that an appointnment will be m ssed, and
establishing a nmetric wll indicate how often Verizon actually

does so. Because Verizon’s internal use of jeopardy codes is
apparently discretionary, it is permtted three nonths fromthe
i ssuance of this opinion and order to organize its interna
processes and to begin reporting on this nmetric such that it

W ll properly indicate notification to custonmers of pending

m ssed appoi nt nents.

Overall Targets

The current guidelines require Verizon to "strive to
achi eve" the objectives on each netric in each of 16 centers.
We established additional targets specifying the percent of
centers that nust be in the objective range and we sought
comment on nodification of these service targets to reflect
fewer centers.

During the proceeding Verizon opposed an incentive
pl an, or nodifications of the guidelines that would replace the
"strive to achieve" objective. Staff proposes requiring Verizon
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to attain the specified performance thresholds in at |east 90%
of its opportunities to do so in a given cal endar year, with no
nore than five Service Inquiry situations in the sane cal endar
peri od.

Several of the parties oppose Staff's proposed overal
targets, but offer no explanation or alternatives. Verizon
provided a statistical analysis of the inplications of Staff’s
proposal claimng that the overall targets, and even the
t hreshol ds of each of the individual netrics are unreasonabl e
and unatt ai nabl e. ?’

Verizon's statistical analysis purports to show a high
probability of failure to avoid a Service Inquiry situation, or
90% t hreshol d performance on all netric measurenents in a given

cal endar year. It presunes that the sanple size of service
measurenents is |arge enough to be described as a norma
distribution. It also presunes that perfornmance on a single

metric (e.g., percent on tine installation appointnments) results
in a normal distribution representative of all five existing
metrics, and that the conpany chooses to performat a |evel
where 50% of the tinme the threshold is net, and the other 50% of
the tinme it is not.

Verizon's objections to the proposed overall targets
and the thresholds for individual netrics are not conpelling.
The statistical analysis is flawed. First, it assunmes a nornma
di stribution about the threshold | evel for each netric where it
woul d fail to neet the threshold 50% of the tinme. This is an
unaccept abl e performance expectation as failure should be nuch
| ess infrequent. Verizon should be making the appropriate
managenent decisions to routinely neet the standards of the

2 "The Probability of Achieving Sel ected Proposed Speci al

Service Standards: A Statistical Analysis of Their
Reasonability,"” by Dr. Donald Pardew, President of
Cybernetica Consulting, Inc., March 2001, appended to
Verizon's March 15, 2001 comments filed in this proceeding.
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gui del i nes, ?® indeed that is why a service inprovenent plan was
required of the conpany. Second, it is not reasonable to assune
all nmetrics have the sane distribution about the threshold when
it is already known that performance on sone netrics is
consistently above the thresholds nonth after nonth (e.g.,
reliability of service, and the quality of installation work).
Staff’'s proposed overall targets are adopted.

Applicability

The revised guidelines and new standards and netrics
we adopt apply to Verizon. W tentatively find that these
standards and netrics should apply to all |ocal exchange
carriers providing these services to custoners because these
services are critically inportant to business and econom c

growh in New York. In a separate notice to be published in the
State Register, we will seek comment on whether these standards
and netrics should apply to all |ocal exchange carriers. W

w Il al so seek comment on whether reporting of performance
results should be limted to those carriers serving 500,001 or
nmore access lines as defined in 16 NYCRR 603.

FORECAST SHARI NG

We directed the parties to address nethods by which
conpetitors who use Verizon's facilities to serve custoners can
assist in inproving Verizon's forecasting. Verizon proposed
that conpeting carriers be required to provide the foll ow ng
information: (1) Forecasts of demand for DS3 rates and above
by type, e.g., DS3, OC3, OCl12, etc.; (2) Forecasts for "A" to "Z"
interoffice facilities, where "A" and "Z" represent a Verizon

28 \While the goal is for Verizon to conply with the guidelines

100% of the tinme, it is recognized that unusual events can
occur that may prevent such performance. 1In fact, the

gui delines recognize this in that netric threshol ds are not
set at 100% conpliance, and allow for events negatively
affecting service quality (Appendi x I and NYCRR 603.1(c)).
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of fice and/or another Verizon office and a conpetitor’s Point of
Presence (POP);?° and, (3) Provision of quarterly forecasts.

Veri zon al so proposed use of a special access forecast
tenplate, simlar to those used in the Carrier-to-Carrier
Qui delines for trunks, collocation, network el enents and resale
products. Parties suggested sone changes to the tenplate, and
agreed to work with Verizon. While parties recognized that a
standardi zed format facilitates aggregation of the forecasts by
Verizon, not all parties could commt to a conmmon format this
tinme.

Consensus on several other forecasting issues was
achieved. It was acknow edged that forecasts have val ue, they
shoul d be provided and aggregated on a consistent schedul e, and
t hat end-user specific informati on would not be required.
Parties that currently perform Verizon end-office-to-POP
pl anni ng agreed to provide such forecasts. This is included in
the nodified Special Service Quidelines (Appendix I) and is
specific to sharing forecasts with Verizon until additional
future needs for sharing between other carriers are
denonstr at ed.

Carriers should continue to work with Verizon on this
issue to the extent that they may need or rely on Verizon for
facilities. Continued involvenent of Staff is not necessary at
this time. Verizon should take the lead in encouraging further
di scussions, so as to facilitate inprovenent in its provisioning
service results.

CONCLUSI ON
Verizon is directed to nodify its Warranty Tariff to
ensure its availability in a nondiscrimnatory manner consi stent
with this order. W adopt the nodifications of the Speci al
Services @uidelines as shown in Appendix 1. Verizon is allowed
90 days fromthis order to devel op the necessary processes and
procedures to report in the manner defined in the nodified

22 A POP is a physical location within a LATA where a | ong

di stance carrier interfaces with the |ocal exchange carrier.
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Speci al Service Quidelines.® Staff should continue to work with
federal authorities to ensure inprovenent in Verizon's speci al
access service performance. These neasures are necessary to

i nprove Verizon's provisioning of services inportant to
conpetition in the | ocal tel econmunications market and to the
econony of New York.

The Conm ssion orders:

1. Not |later than 15 days of the release of this
Order Verizon New York Inc. shall file revisions to its Warranty
Tariff consistent with this Order.

2. The revisions to the warranty tariff will be
effective upon filing wth the Conmm ssion.

3. The requirenent of Section 92(2)(b) of the Public
Service Law as to newspaper publication of these further
revisions is waived.

4. The Special Services Guidelines are nodified in
accordance with this Order, as contained in Appendix I.
5. Verizon New York Inc. shall file service results

pursuant to the revised Special Service Guidelines we are
adopting for performance begi nning Cctober 1, 2001.
6. These proceedi ngs are conti nued.
By the Conmm ssion,

( SI GNED) JANET HAND DEI XLER
Secretary

3 |In addition, a separate notice will be issued, seeking
comment on whet her these netrics standards and reporting
should apply to all |ocal exchange carriers.
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Ef fective June 15, 2001
SPECIAL SERVICE GUIDELINES
QUALITY OF SERVICE MEASUREMENTS

Overview

The Special Service Quidelines are performance criteria by
whi ch the quality of Special Services provided by Local Exchange
Tel ecomruni cations Carriers is assessed by the New York State
Public Service Conm ssion. The Guidelines were |ast revised in
1987. The current revisions result fromthe Comm ssion's
findings and directives in Case 00-C 2051 — Proceeding to
| nvestigate Methods to Inprove and Maintain H gh Quality Speci al
Servi ces Performance by Verizon New York Inc. The services
addressed by these guidelines are listed in Attachnent 1.

Areas of Performance Measurement

Performance in providing Special Services is nmeasured in
three basic areas: ordering of service, installation of service
and ongoi ng mai ntenance or repair of service. One indicator of
ordering performance is eval uated under the guidelines, Oder
Confirmation Tineliness which nmeasures the percentage of on tinme
access service responses.

Five indicators of installation performance are eval uated
under the guidelines. The first indicator, on Tine Performnce,
is measured by the percentage of installations conpleted on or
before their due dates. The second indicator, M ssed
I nstall ati on Appoi ntnent Del ays, is neasured by the average
nunber of business days that mi ssed installations are del ayed.
The third indicator of installation performance, Quality of
Installation Wrk, is neasured by the custoner trouble report
rate during the first 30 days of operation of Special Service
circuits. The fourth indicator, Percent M ssed Appointnents —
Due to a Lack of Facilities, measures the percentage of m ssed
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appoi ntnents due to a lack of facilities. The fifth indicator,
Percent Jeopardi es, neasures the nunber of m ssed orders where
advance notice is provided of a m ss.

Two indicators of ongoing mai ntenance and repair
performance are eval uated under the guidelines. The first,
Reliability of Service, utilizes custonmer trouble report rates
on the total base of Special Service circuits as a unit of
measurenent. Pronptness of Repair is the second ongoing
mai nt enance and repair performance indicator, and its unit of
measurenent is the interval of tinme between reporting of a
trouble by a custonmer and the clearance of that trouble by the
carrier.

Performance Criteria and Ranges

This section sets forth the specific netrics and
performance thresholds that Local Exchange Tel econmuni cati ons
Carriers are expected to neet or exceed in providing service to
end users and/or other carriers. The reporting requirenents

specified in these guidelines envision parity conparisons where
appropriate, in place of the specified threshold perfornance

| evel s when i ncunbent | ocal exchange tel econmunications carriers
provi de Special Services to other carriers. Attachnent 2
provides a nore detailed definition of each indicator, or
metric. Metric identification nunbers as shown in Attachnment 2
are shown in parenthesis bel ow

I. - Ordering Performance

Indicator 1A — Percent on Time Access Service Request

Response — (Electronic — No Flow-through)(SS-0OR-1)

Unit of Measurenent — Percent of responses to electronic
access service requests where the
confirmed in-service date and/or
estimated in-service date is provided
wthin 72 hours fromreceipt of the
request.

Threshol d Performance Range 95.0 - 100
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100

- Installation Performance

Indicator 2A - On Time Performance (SS-PR-1)

Unit of Measurenent - Percent of Installations Conpleted
On or Before the Due Date

Threshol d Performance Range 96.0 -

Indicator 2B - Missed Installation Appointment Delays

(S5-PR-2)
Unit of Measurenent - Average Nunmber of Busi ness Days by
Wi ch Unkept Appointnents Are M ssed

Threshol d Performance Range 0- 3.0

Indicator 2C - Quality of Installation Work (SS-PR-3)
Unit of Measurenent - Custoner Trouble Reports per 100
Special Service Circuits During
First 30 Days of Service

Threshol d Performance Range 0- 4.0

Indicator 2D — Missed Appointments Due to Lack of

Facilities (SS-PR-4)

Unit of Measurenent — Percent of Orders Mssed Due to a
Lack of Facilities

Thi s indicator has no associ ated threshol d performance
| evel .

Indicator 2E — Percent Jeopardies (SS-PR-5)
Unit of Measurenent — Percent of M ssed Orders Were
Advance Notice is Provided

Thi s indicator has no associ ated threshol d performance
| evel .
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I11. - Maintenance And Repailr Performance

Indicator 3A - Reliability of Service (SS-MR-1)
Unit of Measurenment - Customer Trouble Reports Per Month
Per 100 Special Service Circuits

Threshol d Performance Range 0- 3.5

Indicator 3B Promptness of Repair (SS-MR-2)
Unit of Measurenent - Average Duration In Hours Between
Cust oner Reporting and Tel ephone

Conpany O earing of Troubles

Threshol d Performance Range 0- 9.0

Performance Threshold Service
The specified performance thresholds apply to each Repair

Service Bureau or Special Service Center as well as to the 132
Local Access and Transport Area (LATA 132) and to the remai nder
of New York State (“Remainder of State” - all other areas

conbi ned). Local Exchange Tel ecommuni cations Carriers shal
report performance nonthly on each of the above netrics in each
bureau, LATA 132 and the Renminder of the State. Additionally,
LATA 132 and Renmi nder of State nonthly performance results
shal | be di saggregated to show performance provided to retai
end users distinct fromthat provided to other tel ephone
carriers as a group, and fromthat provided to the reporting
carrier’s affiliates as a group. Performance provided by the
reporting carrier to an individual tel ephone carrier will be
provided to that individual carrier and/or Comm ssion staff,
upon request.

These threshol ds represent good service, but failure to
attain the threshold range does not by itself indicate poor
service. However, each Local Exchange Tel econmuni cati ons
Carrier shall attain these performance thresholds in at | east

-4-



CASE 00- G- 2051 and 92- C- 0665 Appendi x

90% of its nonthly opportunities to do so in a given cal endar
year. Additionally, the carrier shall not experience any nore
than five Service Inquiry situations as defined below in the
sanme 12-nonth cal endar peri od.

Service Inquiry Situations

Service inquiry situations identify Special Service problem
areas where i medi ate i nprovenents are needed. Service inquiry
situations are defined as non-threshold performance in the
current nonth and any two of the previous four nonths by any
reporting entity (bureau or larger entity). For each service
inquiry situation, a report is required fromthe carrier as set
forth below. Comm ssion staff will analyze the report, and
conduct any investigations necessary to fully disclose the
nature of the problemand its neans of elimnation.

A Service Inquiry Report will provide an in-depth anal ysis
of service including Pareto Analysis of defects wth root cause
statenents, and is required when overall bureau/center or
hi gher-1level entity performance is in a service inquiry
situation. This report wll detail the carrier’s plans for
corrective action, addressing each stated root cause, and
i nclude comm tnent dates for service inprovenent and reasons for
any previously mssed commtnents. It will also be provided on
or before the 5th day of the second nonth follow ng the report
peri od.

M scel | aneous Application and Performance Measurenent Procedures
The foll owi ng procedures shall be used in adm nistering the

Speci al Service Quidelines and determ ning performance |evels.

The application of these procedures and the Special Service

Gui delines generally will be consistent with current

adm ni strative practices pertaining to the Tel ephone Service

St andards, 16 NYCRR 603.
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A Local Exchange Tel ecommuni cations Carrier serving fewer
t han 500, 001 access lines will not be required to report
performance results or provide information specific to it in
reference to Attachnents 1 and 3.

A Local Exchange Tel ecommuni cations Carrier may request an
exenption fromany or all of the reporting requirenents of these
guidelines, if that carrier can denonstrate that its services
are provided through resale of another carrier’s tariffed
services or purchase of another carrier’s Unbundl ed Network
El enents over which it has no direct control. The Director of
the O fice of Cormunications wll grant or deny such exenption
requests on a case-by-case basis.

St andard Special Service Installation Appointnents shall be
schedul ed in accordance with a standard installation interval
table filed by the carrier, accepted by Staff and appended to
these guidelines. An installation interval is the period from
the date on which the carrier receives an order for a Speci al
Service circuit (the "application date") to the date on which
that circuit should be installed, tested, and accepted by the
custoner (the “due date"). The carrier nmay periodically update
its standard interval table (Attachnment 3) after consulting with
Conmi ssion staff. For Verizon New York Inc. installation
intervals shall be consistent with those specified in the
Carrier-to-Carrier Guidelines for simlar services. A copy of
the current interval table will be provided by the Local

Exchange Tel econmuni cations Carrier to custoners upon request.

The standard installation interval does not apply to "Large
Jobs" which, in the case of Verizon New York Inc., are defined
as all single orders for nore than 15 anal og or five digital

Special Service circuits to the sane customer prem se. Verizon
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New York Inc. establishes installation intervals for Large Jobs
on a case-by-case basis, and nmust cooperatively work with

i ndi vi dual custoners to arrange nmutual ly satisfactory
installation schedules. Custoners who are unable, after
consultation with a Local Exchange Tel ecomruni cations Carri er,
to obtain satisfactory intervals on Large Jobs may bring their
concerns to the Conm ssion staff's attention. Veri zon shal
mai ntain consistent treatnent for installation intervals on
“Large Jobs” with respect to its intervals for simlarly sized
orders for Special Services in the Carrier-to-Carrier

Gui del i nes.

I n measuring Pronptness of Repair, the "stop cl ock™ nethod
of timng trouble intervals is used. Under this nethod, when a
trouble requires the field dispatch of a tel ephone technician,
the timng clock is run whenever the Special Service custoner's
prem se is open and accessible to tel econmunications carrier
repair personnel fromthe tinme the dispatch occurs until the
time the trouble is cleared. Wenever the custoner's premse is
cl osed or otherw se inaccessible to tel ecommunications carrier
repair personnel during that period, however, the timng clock
is stopped. For troubles which do not require access to the
custoner's prenise, however, there is no stopping of the timng
cl ock.

For ecast Sharing

Carriers that use Verizon New York Inc. facilities to
provi sion Special Services may to the extent possible provide
forecast information to Verizon. The forecast data may include
interoffice facility requirenments for Digital Signal Level 1
(DS1, or 1.544 megabits per second) and above, and Opti cal
Carrier Level 1 (OCl, or 51.840 negabits per second) and above,
between a Verizon central office and a carrier’s |ocation, or
only at specific Verizon central offices. It need not include
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end user location facility requirenents, but may if the carrier
chooses to share such data. Carriers may use fornms and
procedures defined by Verizon to provide such forecasts.
Forecast data shoul d be updated on a schedul ed basi s.

Carrier Ordering Process for Verizon's H gh Capacity Services
Carriers ordering high capacity services (i.e., data
transm ssion service equal to, or in excess of 1.544 negabits
per second) from Verizon New York Inc. will use Verizon's Access
Service Request (ASR). Carriers will use Verizon's electronic
met hods of placing an ASR, if available for placing high
capacity service requests. During periods when electronic
met hods are unavailable, carriers may use facsimle. |ndividual
carriers will be expected to phase in use of electronic nethods
over a one year period, or as negotiated between that carrier
and Veri zon.
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The followng listing is based on the Speci al

by Verizon New York Inc.

Servi ces offered

Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Access Analog KC Local Area Data Channel

Access Analog LB Voice - Non-switched Line

Access Analog LC Voice - Switched Line

Access Analog LD Voice - Switched Trunk

Access Analog LE Voice and Tone - Radio Land Line

Access Analog LF Data Low Speed

Access Analog LG Basic Data and Voice

Access Analog LH Voice and Data - PSN Access Tie Trunk

Access Analog LJ Voice and Data - SSN Access

Access Analog LK Voice and Data - SSN Access - Intermachine Trunk

Access Analog LN Data Extension Voice Grade Data

Access Analog LP Telephoto and Facsimile

Access Analog LQ Voice Grade Customized

Access Analog LR Protective Relay - Voice Grade

Access Analog LV Simultaneous Data and Voice Service

Access Analog Lz Base Line Voice

Access Analog MQ Metallic Customized

Access Analog MR Obsolete Code (Morse Channel)

Access Analog NQ Telegraph Customized

Access Analog NT Protective Alarm - Metallic

Access Analog NU Protective Alarm - Simplex

Access Analog NV Protective Relaying Telegraph Grade

Access Analog NW Telegraph Grade Facility - 75 Baud

Access Analog NY Telegraph Grade Facility - 150 Baud

Access Analog PB Program Audio, 300-2500 Hz - Non-Equalized

Access Analog PE Program Audio, 200-3500 Hz

Access Analog PF Program Audio, 100-5000 Hz

Access Analog PJ Program Audio, 50-8000 Hz

Access Analog PK Program Audio, 50-15,000 Hz

-0-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Access Analog PN Obsolete Code (Network Program Channel)

Access Analog PQ Program Grade Customized

Access Analog SB Switched Access - Standard

Access Analog SD Switched Access - Improved

Access Analog SE Special Access - WATS Access Line - Standard

Access Analog SF Special Access - WATS Access Line - Improved

Access Analog SJ Limited Switched Access Line (LSAL)

Access Analog SV Switched Access Line Dedicated IC

Access Analog Sz Electronic Business Service

Access Analog TQ Television Grade Customized

Access Analog T™W TV Channel, One Way 5 kHz Audio

Access Analog WA Wideband Analog

Access Analog WJ Wideband Analog, 60-108 kHz

Access Analog WL Wideband Analog, 312-552 kHz

Access Analog WN Wideband Analog, 10-20 kHz

Access Analog WP Wideband Analog, 29-44 kHz

Access Analog WQ Wideband Analog, 10 Hz-50kHz

Access Analog WR Wideband Analog, 584-3084 kHz

Access Analog XL Obsolete code (TWX access line)

Access Digital HS High Capacity Sub Rate

Access Digital wWB Wideband Digital, 19.2 kb/s

Access Digital wC Obsolete code (Special facility w/800 service)

Access Digital WD Wideband Digital, Cellular, 824-894 mHz

Access Digital WE Wideband Digital, 50 kb/s

Access Digital WF Wideband Digital, 230.4 kb/s

Access Digital XA Dedicated Digital, 2.4 kb/s

Access Digital XB Dedicated Digital, 4.8 kb/s

Access Digital XC Obsolete code (TWX concentrator trunk)

Access Digital XD Obsolete code (TWX data trunk)

Access Digital XE Dedicated Digital, Bit Speed Generic

Access Digital XF Obsolete (cross-over trunk facility, temp)

Access Digital XG Dedicated Digital, 9.6 kb/s

-10-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Access Digital XH Dedicated Digital, 56.0 kb/s

Access Digital XR Dedicated Digital, Variable Bit Rate

Access Digital YG Frame Relay (less than 1.544 mb/s)

Access Digital YN Digital Transmission Channel - 64 kb/s

Access Highcap (DS1) AH Obsolete code

Access Highcap (DS1) HC Digital High Capacity 1.544 mb/s

Access Highcap (DS1) HJ Digital High Capacity, Non ANSI Rate

Access Highcap (DS1) HX Fractional T-1

Access Highcap (DS1) JE Digital High Cap, SONET, VT1 Signal

Access Highcap (DS1) SY Timing Signal, 1.544 mb/s

Access Highcap (DS1) YB Frame Relay (1.544 mb/s or higher)

Access Highcap (DS3) HD Digital High Capacity 3.151 mb/s

Access Highcap (DS3) HE Digital High Capacity 6.312 mb/s Analog category in
PA/DE

Access Highcap (DS3) HF Digital High Capacity 44.736 mb/s

Access Highcap (DS3) HG Digital High Capacity 274.176 mb/s

Access Highcap (DS3) HH Digital High Capacity Greater than 45 mb/s

Access Highcap (DS3) HT Transparent LAN

Access Highcap (DS3) Jl Digital High Capacity, SONET, STS1 Signal

Access Highcap (DS3) LX Dedicated Facility - Without Equipment

Access Highcap (DS3) LY Dedicated Facility - With Equipment

Access Highcap (DS3) OA Digital High Capacity, SONET, OC1 Signal

Access Highcap (DS3) OE Digital High Capacity, SONET, OC24 Signal

Access Highcap (DS3) TV TV Channel, Video and Optional Audion Service

Access Highcap (DS3) TZ Non Commercial TV

Access Highcap (OC3) JJ Digital High Capacity, SONET, STS3 Signal

Access Highcap (OC3) OB Digital High Capacity, SONET, OC3 Signal

Access Highcap (OC12) oD Digital High Capacity, SONET, OC12 Signal

Access Highcap (OC48) OF Digital High Capacity, SONET, OC48 Signal

Access Highcap (0C192) oG Digital High Capacity, SONET, OC192 Signal

Non-access Analog AA Packet Analog Access Line

Non-access Analog AD Attendant

-11-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes

Code
Non-access Analog AF Commercial Audio (Full Time)
Non-access Analog Al Automatic Identified Outward Dialing
Non-access Analog AL Alternative Service
Non-access Analog AN Announcement service
Non-access Analog AP Commercial Audio (Part Time)
Non-access Analog AU Auto Script
Non-access Analog BL Bell and Lights
Non-access Analog BS Siren Control
Non-access Analog CA SSN Access
Non-access Analog CE SSN Station Line
Non-access Analog CF Obsolete code (OCC Special facility)
Non-access Analog CG Obsolete code (OCC telegraph grade facility-medium speed)
Non-access Analog Cl Concentrator Identifier Trunk
Non-access Analog CK Obsolete code (OCC overseas connecting facility-wideband)
Non-access Analog CN SSN Network Trunk
Non-access Analog CP Concentrator Identifier Signaling Link
Non-access Analog CR Obsolete code (OCC backup facility)
Non-access Analog CS Channel service
Non-access Analog CT SSN Tie Trunk
Non-access Analog cv Obsolete code (OCC Voice grade

facility)

Non-access Analog Cw Obsolete code (OCC wire pair facility)
Non-access Analog CX Obsolete code (Centrex CU Station line)
Non-access Analog Ccz Obsolete code (OCC access facility)
Non-access Analog DD Direct-in-Dial-Alternate Design
Non-access Analog DJ Digit Trunk
Non-access Analog DK Data Link
Non-access Analog DL Dictation Line
Non-access Analog DT Obsolete code (Data line concentrator trunk)
Non-access Analog DU Dialed Data Transmission
Non-access Analog EA Switched Access
Non-access Analog EB Electronic Business Service

-12-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Non-access Analog EC Obsolete code (Enfia tandem trunk)

Non-access Analog EE Combined Access

Non-access Analog EF Entrance Facility - Voice Grade

Non-access Analog EG Obsolete code (Type 2 telegraph)

Non-access Analog EL Emergency Reporting Line

Non-access Analog EM Emergency Reporting Center Trunk

Non-access Analog EN Obsolete code (Exchange network access facility)

Non-access Analog EP Emergency Private-Switch Trunk - 911

Non-access Analog EQ Equipment-Only (Network Element) Assignment

Non-access Analog ES Obsolete code (extension service voice grade)

Non-access Analog EV Enhanced Emergency Reporting Trunk Service Code

Non-access Analog EW Obsolete code (Off network MTS/WATS Equiv service

Non-access Analog FA Fiber Analog Service

Non-access Analog FD Private Line — Data

Non-access Analog FR Fire Dispatch

Non-access Analog FT Foreign Exchange Trunk

Non-access Analog FV Voice Grade facility

Non-access Analog FwW Wideband Channel

Non-access Analog FX Foreign Exchange Line

Non-access Analog HV Simultaneous Data and Voice

Non-access Analog IT Intertandem Tie Trunk

Non-access Analog LA Local Area Data Channel

Non-access Analog LL Long Distance Terminal Line

Non-access Analog LS Local Service

Non-access Analog LT Long Distance Terminal trunk

Non-access Analog MA Cellular Access Trunk 2-Way

Non-access Analog MC Obsolete code (Data multiplex channel)

Non-access Analog ML Obsolete code (multiplex link)

Non-access Analog MT Wired Music

Non-access Analog NA Obsolete code (CSACC Links (EPSCS))

Non-access Analog NC Obsolete code (CNCC Links (EPSCS))

Non-access Analog oC Obsolete code (Centrex CU STN Line-Off premises

-13-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Non-access Analog Ol Off Premises Intercommunications Station Line

Non-access Analog ON Off Network Access Line

Non-access Analog OoP Off premises extension

Non-access Analog (0K Off premises PBX Station Line

Non-access Analog PA Protective Alarm (AC Interface at Customer Premises)

Non-access Analog PG Paging

Non-access Analog PL Private Line — Voice

Non-access Analog PM Protective Monitoring

Non-access Analog PR Protective Relaying - Voice Grade

Non-access Analog PS MSC Constructed Spare Facility

Non-access Analog PT Obsolete code (Local program channel)

Non-access Analog PV Protective Relaying - Telegraph Grade

Non-access Analog PW Protective Relaying - Signal Grade

Non-access Analog Pz PBX Station Line

Non-access Analog QU Packet —Asynchronous Access Line

Non-access Analog RA Remote attendant

Non-access Analog RD Reconfigurable Network - Trunk

Non-access Analog RL Reconfigurable Network - CO Switch Line side

Non-access Analog RT Radio Land Line

Non-access Analog SA Satellite/tributary Tie Trunk

Non-access Analog SG Control/Remote Metering - Signal Grade

Non-access Analog SM Sampling

Non-access Analog SN SSN Special Access Termination

Non-access Analog SQ Equipment — Only (Customer Premises Assignment)

Non-access Analog SS Dataphone Select-a-Station

Non-access Analog TA Tandem Tie trunk

Non-access Analog TC Control/remote Metering — Telegraph Grade

Non-access Analog D Obsolete code (Transaction network -Dial line)

Non-access Analog TF Telephoto/Facsimile

Non-access Analog TG CO Trunk Side Termination

Non-access Analog TL Nontandem Tie Trunk

Non-access Analog ™ Obsolete code (Transaction network Switched)

- 14-
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes

Code
Non-access Analog TN Obsolete code (Transaction Polled access line)
Non-access Analog TR Turret or Automatic Call Distributor (ACD) Trunk
Non-access Analog TT Teletypewriter Channel
Non-access Analog TU Turret or Automatic Call Distributor (ACD) Line
Non-access Analog UN Low Speed Signaling Custom
Non-access Analog VF Commercial Television (Full-Time)
Non-access Analog VH Commercial Television (Part-Time)
Non-access Analog VI Obsolete code (Industrial television)
Non-access Analog VM Control/Remote Metering - Voice Grade
Non-access Analog VN Obsolete code (Network video)
Non-access Analog VT Obsolete code (Local video)
Non-access Analog WG Obsolete code (Western Union Teletypewriter)
Non-access Analog Wi WATS Service Trunk
Non-access Analog WO WATS Line (OUT)
Non-access Analog WS WAST Trunk (Out)
Non-access Analog Wu Obsolete code (Western Union

Telegraph)

Non-access Analog WA Obsolete code (Western Union Voice Channel)
Non-access Analog WX WATS Service Line
Non-access Analog wy WATS Trunk (2-way)
Non-access Analog wz WATS line (2-way)
Non-access Analog XX Obsolete code (TWX data test line)
Non-access Analog TX Dedicated Facility - Without Equipment
Non -access Company Circuits |ZA Alarm Circuits
Non -access Company Circuits |ZC Call and Talk Circuits
Non -access Company Circuits |ZD Obsolete code (data line switching test circuits)
Non -access Company Circuits (ZE Emergency Patching Circuits
Non -access Company Circuits |ZF Order Circuits Facility
Non -access Company Circuits |ZM Measurement and Recording Circuits
Non -access Company Circuits |ZP Test Circuits, Plant Service Center
Non -access Company Circuits [ZQ Qual Control and Management Circuits
Non -access Company Circuits (ZS Switching Control and Transfer Circuits

-15-
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Services Covered by the Special Service Guidelines Attachment 1

Category Service |Service Notes
Code

Non -access Company Circuits |ZT Test Circuits, Central Office

Non -access Company Circuits (ZV Order Circuits, Service

Non-access Digital AB Packet Network Trunk

Non-access Digital DA Digital Data Off Net Extension

Non-access Digital DC Digital Data, 64 CCC

Non-access Digital DM Digital Data - 19.2 kb/s

Non-access Digital DP Digital Data - 2.4 kb/s

Non-access Digital DQ Digital Data - 4.8 kb/s

Non-access Digital DR Digital Data — 9.6 kb/s

Non-access Digital DS Canada

Non-access Digital DW Digital Data — 56 kb/s

Non-access Digital DX Obsolete code (Digital Data - Subrate speed)

Non-access Digital DY Digital Service (under 1 mb/s)

Non-access Digital Dz 64 kb/s On the "D" Channel

Non-access Digital HA Non DDS Digital Data 1.2 kb/s

Non-access Digital HB Non DDS Digital Data 19.2 kb/s

Non-access Digital HP Non DDS Digital Data 2.4 kb/s

Non-access Digital HQ Non DDS Digital Data 4.8 kb/s

Non-access Digital HR Non DDS Digital Data 9.6 kb/s

Non-access Digital HW Non DDS Digital Data 56 kb/s

Non-access Digital HY Non DDS Digital Data 64 kb/s

Non-access Digital ID Derived Services

Non-access Digital PC Switched Digital Access Line

Non-access Digital QD Packet DDD Access Line

Non-access Digital QE Frame Relay - 56 kb/s

Non-access Digital QJ Frame Relay - 384 kb/s

Non-access Digital QK Frame Relay - 64 kb/s

Non-access Digital QL Frame Relay - 128 kb/s

Non-access Digital QR Frame Relay - 256 kb/s

Non-access Digital Qs Packet — Synchronous Access Line

Non-access Digital QY Frame Relay - 768 kb/s

Non-access Digital ST Digital Trunk
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Non-access Digital us Digital Data

Non-access Highcap (DS1) AS Asynchronous Transfer Mode (ATM) Circuit

Non-access Highcap (DS1) CH Obsolete code (OCC Digital facility high speed)

Non-access Highcap (DS1) DB Satellite Access Line

Non-access Highcap (DS1) DF HSSDS-Hub to Hub - 1.5 mb/s

Non-access Highcap (DS1) DG HSSDS-Hub to Earth Station - 1.5 mb/s

Non-access Highcap (DS1) DH Digital Data

Non-access Highcap (DS1) FL Fractional T-1

Non-access Highcap (DS1) HK Timing Signal - 1.544 mb/s

Non-access Highcap (DS1) HL Digital Service Fiber

Non-access Highcap (DS1) HN Digital Voice Circuit In the Digital category
in NE

Non-access Highcap (DS1) QA SMDS DS1 Circuit

Non-access Highcap (DS1) QG Frame Relay - 1.544 mb/s or higher

Non-access Highcap (DS1) UF Fractional T-1 (RPL)

Non-access Highcap (DS1) UH Digital High Capacity

Non-access Highcap (DS1) UM High Capacity Custom

Non-access Highcap (DS3) FI FDD — 100 mb/s

Non-access Highcap (DS3) HI Digital Service 45 mb/s or higher

Non-access Highcap (DS3) Hz Private Line Service - 200 mb/s

Non-access Highcap (DS3) LI LAN Connection Operating at 4 mb/s

Non-access Highcap (DS3) LM Transparent LAN

Non-access Highcap (DS3) LO LAN Connection Operating at 10 mb/s

Non-access Highcap (DS3) LW LAN Connection Operating at 16 mb/s

Non-access Highcap (DS3) MB LAN Connection Operating at 2.5 mb/s

Non-access Highcap (DS3) MD SONET - STS1 Signal

Non-access Highcap (DS3) MF SONET - OC1 Signal

Non-access Highcap (DS3) MM

Non-access Highcap (DS3) QC SMDS DS3 Circuit

Non-access Highcap (DS3) QH Frame Relay - End-to-end service

Non-access Highcap (DS3) TY Dedicated Facility - With Equipment In the Analog category

NY
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Services Covered by the Special Service Guidelines

Attachment 1

Category Service |Service Notes
Code

Non-access Highcap (DS3) VR Non Commercial Television

Non-access Highcap (ISDN IP ISDN Primary Access Line

PRI)

Non-access Highcap (OC3) ME SONET - STS3 Signal

Non-access Highcap (OC3) MG SONET - OC3 Signal

Non-access Highcap (OC12) MH SONET - OC12 signal

Non-access Highcap (OC12) MP SONET - STS12 Signal

Non-access Highcap (OC48) MJ SONET - OC48 Signal

Non-access Highcap (0OC192) |MK SONET - OC192 Signal

Non-access Local Specials BA Protective Alarm (DC Interface at Customer Premises)

Non-access Local Specials CL Centrex Company Line

Non-access Local Specials DI Direct-In-Dial

Non-access Local Specials DO Direct-Out-Dial

Non-access Local Specials ND Network Data Link

Non-access Local Specials PX PBX Station Line

Non-access Local Specials SL Secretarial Line

Non-access Local Specials TK Local PBX Trunk
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Attachment 2

The followng nmetric definitions provide information on how
to nmeasure and report performance under the Special Service
Qui delines. For purposes of these definitions and reporting
performance, the word “Qther Carrier” is nmeant to include
carriers other than the reporting carrier and its affiliates
(e.g., conpetitive |local exchange carriers, long distance
carriers, and wireless carriers). Retail is neant to include
end user service, but exclude any service to carriers.
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Function:
Percent On Time ASR Response
(electronic — no flow-through) SS-OR-1

Definition:
This metric measures Response Timeliness in terms of the percentage of responses within the agreed
upon timeframes as specified in the Performance Standards with either a firm in-service date or an
estimated in-service date where facilities are not currently available.

Order Response Time: The amount of elapsed time (in hours and minutes) between receipt of a valid
order request (e.qg., VZ Ordering Interface) and distribution of a Service Order confirmation, or an
estimated completion date based on an engineering estimate. Rejected orders will have the clock re-
started upon receipt of a valid order.

Facility Checks are completed on all orders. If facilities are available, a firm order in-service date will be
provided with the response to the service order request. When facilities are not available, an engineering
review will be performed, and an estimated in-service date will be provided in response to the service
order request rather than a firm order in-service date. The date will be identified as a “best estimate”
which will be subsequently confirmed or modified by providing a firm order in-service date within the
shorter of three weeks from provision of the estimated date (which allows time to accurately project when
facilities will become available), or 10 days prior to the in-service date.

Notes: This measurement is based on ASR electronically submitted orders only. The reporting carrier
will include carrier requests for resent confirmations that are submitted electronically as well as resent
confirmations due to reporting carrier error in initial confirmation in the Order Confirmation Timeliness
measurement. Resent confirmations due to other carrier error are excluded from the measurement. If no
order confirmation time exists due to a missing order confirmation, the reporting carrier will use the

completion notification time. This measurement includes orders confirmed in the calendar month.

Exclusions:

Reporting carrier Test and administrative orders

Weekend and holiday hours (other than flow-through)

Weekend hours are from 5:00PM Friday to 8:00AM Monday

Holiday hours are from 5:00PM of the business day preceding the holiday to 8:00AM of the first
business day following the holiday. These hours are excluded from the elapsed time when

calculating the response times for non-flow-through requests.
Performance Standard:

Percent On Time ASR Response (electronic — no flow-through):

95%or More On Time - Order Response Time within 72 Hours.

Report Dimensions

Company: Geography:
Other Carrier Aggregate New York State orders as handled by each ordering
Other Carrier Specific center.
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Reporting Carrier Affiliates Aggregate

Metric Calculation Specifics

SS-OR-1-01 Percent On Time ASR Response (electronic — no flow-through)

Products ASR Submitted Orders for DSO; and ASR Submitted Orders for DS1 and above (i.e.,
two product groups).

Calculation Numerator Denominator

Number of electronic ASRs where response
date and time minus submission date and
time is less than standard.

Total number of electronic ASRs.
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Function:
Provisioning On Time Performance - Met Commitments SS-PR-1

Definition:
This metric measures the Percent of Orders completed as verified by the customer on or before the first

confirmed commitment date, or a subsequent customer initiated and verified change in the order due
date.

Each circuit is counted as a separate order, even if multiple circuits are ordered at the same time.

For carriers: A requested change in order due date is communicated by a supplemental issue of the ASR
(Hsuppﬂ)'

Exclusions:

Reporting Carrier Test Orders
Disconnect Orders

Reporting Carrier Administrative orders
Record Orders

Orders that are not complete. (Orders are included in the month that they are completed)
Customer Not Ready (CNR), No Access (NA) and Lost Access (LA).

Performance Standard:

% Installation Commitments On Time:
Greater Than or Equal to 96.0%

Report Dimensions

Company: Geography:
Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and
Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service
Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics
SS-PR-1-01 % Met Appointments — Verizon — Total

s gl The percent of orders completed on or before the commitment date.
Products “DS0;” and “DS1 and above.”
Calculation Numerator Denominator

Number of Orders where the Order
completion date is on or before the order
due date. group.

Number of orders completed for product
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Function:
Average Delay Days On Missed Installation Orders SS-PR-2

Definition:

For orders where the installation commitment was missed due to Reporting Carrier reasons, this metric
measures the average number of days between the first confirmed commitment due date (or a
subsequent customer initiated due date that was verified by the customer) and the actual work
completion date as verified by the customer.

Each circuit is counted as a separate order, even if multiple circuits are ordered at the same time.

For carriers: A requested change in order due date is communicated by a supplemental issue of the ASR
(“supp”).

Exclusions:

Reporting Carrier Test Orders
Disconnect Orders
Reporting Carrier Administrative orders

Record Orders

Orders that are not complete. (Orders are included in the month that they are completed)
Saturdays, Sundays, and Legal Holidays are not counted as Delay Days.

Performance Standard:
Average Delay Days:

Less Than or Equal to 3.0

Report Dimensions
Company: Geography:
- Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and

Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service

Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics
SS-PR-2-01 Average Delay Days — Total

Dipsiedigier] For orders missed due to Verizon reasons, the average number of days between
committed due date and actual work completion date.

Products “DS0;” and “DS1 and above.”

Calculation Numerator Denominator

Sum of the completion date minus due date

; Number of orders missed for company
for orders missed due to company reasons.

reasons.
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Function:
Installation Quality SS-PR-3

Definition:
This metric measures the percent of circuits installed where a reported trouble was found in the network
within 30 days of order completion.

Trouble Report: Includes Disposition Codes 03 (Drop Wire), 04 (Cable), 05 (Central Office), 07 (Test-
OK) and 09 (Found-OK). For Carriers, Disposition Code 05 includes translation troubles closed

automatically by the carrier.

Exclusions:
Subsequent reports (additional customer calls while the trouble is pending).

Troubles closed due to customer action.

Troubles reported by Reporting Carrier employees in the course of performing preventative
maintenance, where no customer has reported a trouble.

Customer Premises Equipment (CPE) troubles

Performance Standard:

Percent Installation Troubles Reported Within 30 Days:

Less than or equal to 4.0 trouble reports within 30 days per 100 circuits installed during the calendar
month.

Report Dimensions
Company: Geography:
Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and

Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service

Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics

SS-PR-3-01 % Installation Troubles reported within 30 Days

s gl The trouble report rate on circuits installed where a trouble was reported within 30 days
of order completion. Includes Disposition Codes 03 (Drop Wire), 04 (Cable), 05
(Central Office), 07 (Test-OK) and 09 (Found-OK).

Products Special Services

Calculation Numerator Denominator
Number of trouble reports on circuits Total circuits installed in calendar month.
installed within 30 days of trouble report.
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Function:
Percent Missed Appointments Due to a Lack of Facilities SS-PR-4

Definition:

This metric measures facility missed orders.

Facility Missed Orders: The Percent of Orders completed after the commitment date, where the cause

of the delay is lack of facilities.

Exclusions:
Reporting Carrier Test Orders
Disconnect Orders
Reporting Carrier Administrative orders
Record Orders

Orders that are not complete. (Orders are included in the month that they are completed)
Customer Not Ready (CNR), No Access (NA) and Lost Access (LA).

Performance Standard:
Percent Missed Appointments Due to a Lack of Facilities:

No performance standard is associated with this metric.

Report Dimensions

Company: Geography:
Reporting Carrier Retail - Intra LATA Services: Special Service Bureau and
Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service
Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics

SS-PR-4-01 Percent Missed Appointments Due to a Lack of Facilities

s gl The percent of Dispatched Orders completed after the commitment date, due to a lack
of facilities.

Products “DS0;” and "“DS1 and above.”

Calculation Numerator Denominator
Number of dispatched orders where the Number of dispatched orders completed
order completion date is greater than the for the product group.
order DD due to Reporting Carrier Facility
reasons for the product group.
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Function:

% Jeopardies SS-PR-5

Definition:

This metric measures the number of orders with missed due dates that receive jeopardy notices prior to
close of business on the due date.

Note: For Verizon, this is to be measured after a new transaction type is developed in ordering systems.

Exclusions:

Reporting Carrier Test Orders

Disconnect Orders.

Reporting Carrier Administrative orders.
Orders that are not complete or cancelled.

Performance Standard:
Jeopardy Status Notification:
No performance standard is associated with this metric.

Report Dimensions

Company: Geography:
Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and
Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service
Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics

SS-PR-5 % Jeopardies

Products “DS0;" and “DS1 and above.”

Calculation Numerator Denominator
Number of missed committed due dates Number of missed committed due dates.
where advance notice is provided.
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Function:
Customer_Trouble Report Rate SS-MR-1

Definition:

This metric measures the total initial customer direct or referred troubles reported, where the trouble
disposition was found to be in the network or a trouble condition was not found (Found OK and Test OK),
per 100 circuits in service. A Network Trouble means a trouble with a Disposition Codes of 03 (Drop-
wire), 04 (Outside Plant Loop), or 05 (Central Office). A Found-OK means a trouble with a Disposition
Codes of 07, and a Test-OK means a trouble with a Disposition Codes of 09.

Subsequent Reports: Additional customer trouble calls while an existing trouble report is pending —

typically for status or to change or update information.

Exclusions:

Report rate excludes subsequent reports (additional customer calls while the trouble is pending)
Troubles reported on Reporting Carrier official (administrative lines)

Troubles closed due to customer action.

Troubles reported by Reporting Carrier employees in the course of performing preventative
maintenance, where no customer has reported a trouble

Customer Premises Equipment (CPE) troubles

Performance Standard:

Report Rate:

Less than or Equal to 3.5 trouble reports per 100 circuits.

Report Dimensions
Company: Geography:
- Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and

Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service

Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics

SS-MR-1-01 Network Trouble Report Rate
Products Special Services
Calculation Numerator Denominator

Number of all trouble reports with found
network troubles (trbl_cd is FAC or CO) or
not-found troubles (Test-OK or Found-OK) . | hundreds.

Number of circuits in service stated in
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Function:

Trouble Duration Intervals SS-MR-2

Definition:

This metric measures average trouble duration interval per month. Mean Time to Repair: (MTTR)
measures the average duration time from trouble receipt to trouble clearance. It includes Disposition
Codes 03 (Drop Wire), 04 (Cable), 05 (Central Office), 07 (Test-OK) and 09 (Found-OK).

For Special Services, including Special Access service, this is measured on a stop clock basis (e.g., the
clock is stopped when Carrier testing is occurring, the Reporting Carrier is awaiting carrier acceptance, or

the Reporting Carrier is denied access).

Exclusions:
Subsequent reports (additional customer calls while the trouble is pending)

Customer Premises Equipment (CPE) troubles

Troubles closed due to customer action.

Troubles reported by Reporting Carrier employees in the course of performing preventative
maintenance, where no customer reported a trouble.

Performance Standard:
Mean Time To Repair:

Less than or Equal to 9.0 hours

Report Dimensions

Company: Geography:
Reporting Carrier Retall - Intra LATA Services: Special Service Bureau and
Other Carrier Aggregate New York State LATA 132 and Remaining State
Other Carrier Specific - Exchange Access Services: Special Service
Bureau, New York State LATA 132 and Remaining
Reporting Carrier Affiliates Aggregate State

Metric Calculation Specifics
SS-MR-2-01 Mean Time To Repair — Total

Products Special Services
Calculation Numerator Denominator
Sum of trouble clear date and time minus Number of trouble reports with
trouble receipt date and time for trouble Disposition Codes 03, 04, 05, 07 and 09.

reports with Disposition Codes 03, 04, 05,
07 and 09. (Exclude time when clock is
stopped).
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Attachment 3

Verizon will routinely update the foll ow ng standard
installation intervals and maintain consistency in the intervals
with the intervals of the Carrier-to-Carrier Cuidelines for
sim |l ar services.

Veri zon Special Access Installation Intervals

WHOLESALE (CARRIER) NON CARRIER END USER
Service Interval Service Interval
Special Special Special Special

VOICE GRADE 1-24 lines 9 days with facilities;] VOICE GRADE 1-24 lines 9 days with facilities;
25+ lines negotiated interval. 25+ lines negotiated interval.
Without facilities, all intervals Without facilities, all intervals
are negotiated are negotiated

DIGITAL DATA 1-24 lines 9 days with facilities;| DIGITAL DATA 1-24 lines 9 days with facilities;
25+ lines negotiated interval. 25+ lines negotiated interval.
Without facilities, all intervals Without facilities, all intervals
are negotiated are negotiated

DS1 1-8 systems 9 days with DS1 1-8 DS1s 3 day facility check
facilities and this interval prior to applying interval. With
includes a 3-day facility check; facilities 6 days, without
9+ systems negotiated facilities apply 6 days use
interval. Without facilities, all longest facility available date
intervals are negotiated. as LAM to calculate 6-day

interval. 9+ DS1s intervals
are negotiated.

DS3 1-4 systems 20 days with DS3 1-4 DS3s 6 day facility check
facilities and this interval prior to applying interval. With
includes a 5-day facility check; facilities 14 days, without
5+ systems negotiated facilities apply 14 days use
interval. Without facilities, all longest facility available date
intervals are negotiated. as LAM to calculate 14-day

interval. Over 5 DS3s intervals
are negotiated.

-29-



CASE 00- G- 2051 and 92- C- 0665

Appendi x |

New York Non-Access Installation Intervals

Attachment 3

Unless otherwise specified below requests for six (6) lines / circuits or greater for
Non-High Cap Special Services require a Facility Availability Check be performed

before assigning a due date to the order.

- For 6-9 lines, the facility check must be completed and the due date
negotiated with the customer within 24 hours of the

customer's original request / call to BA.

- For 10 or more lines, the facility check must be completed and the due date
negotiated with the customer within 72 hours of the customer's original request /
call to Verizon.
- If NO facilities are currently available, the FMC response must include a
facilities availability date. The due date is derived by using the Facilities
Availability Date (FAD) plus the standard interval for the lines / products

ordered.

- If the facilities check is not completed in the prescribed timeframe, the sales

channel may apply a 10 business day or

product interval to the order, whichever is longer, and negotiate the date with the

customer.

Service Interval

Analog Private Lines: 1 -12 9 Days

circuits
Analog Private Lines: 13 - 24 14 Days

circuits
Analog Private Lines: 25-38 18 Days

circuits
Analog Private Lines: 39 - 50 22 Days

circuits

Pulsenet

3 Days
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Switchway Low Speed Data (12 Days
LADS- Must meet tariff 12 Days
qualifications

Dovpath 12 Days
Infopath 12 Days
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High Cap Services

Project Note

References to "Project” is
that the various departments
involved in the provision of
the service determine the
date due with the driver being

facility availability.

DS1 High Cap (Includes all
types muxed and non muxed,
l.e. Flexpath, ADC, LTS, PRI
(all types), ENTERPRISE,
and Network Reconfiguration

Service non access, non FCC

Note 1: INTERVALS BELOW
BASED ON FACILITIES
AVAILABILTY. IF NO
FACILITIES, apply 6-day
interval using latest available

date as LAM calculated with

DS1 service the 6-day interval. A 3-day
facility check is done prior to
applying any interval.

Quantity

1to8 6 Days

9+ Project

DS3 High Cap (Includes all
types muxed and non muxed,
l.e. LTS, ENTERPRISE, and
Network Reconfiguration

Service non access, non FCC

Note 1: INTERVALS BELOW
BASED ON FACILITIES
AVAILABILITY. IF NO
FACILITIES, apply 14-day

interval using latest available

DS3 service date as LAM calculated with
the 14-day interval. A 14-day
facility check is done prior to
applying any interval.

Quantity

1to4 14 Days

5+ Project
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DSO0 Ordered with High Cap

DS1/DS0 services riding High | Date Due intervals must
Cap (including PRI) follow at least 2 days after the

DS1/DS0 service
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